
Before the SEP 2 2  2003 
Federal Communications Commission 

Washington, D.C. 20554 

In the Matter of 1 
1 

T<lecornniiinicatioii Relay Services and ) 
Speech-to-Speech Services for ) CC Docket No. 98-67 
l n d i ~ i d u ~ l s  with Hearing and Speech 1 
Disahi hties 1 

) 
1 CG Docket No. 03.123 

Americans With Disabilities Act of 1990 ) 

COhl91EKTS OF FLOJUDA TELECOMMUIVICATIONS RELAY, INC. 
TO THE SECOND REPORT AND ORDER, ORDER ON RECONSIDERATION AND 

Dated June 17,2003. 
NOTICE OF PROPOSED RULEMAICING 

~ ~ ~~ ~~ ~~ 

Florida Tzlecommun ications Relay, Inc (FTRI), I S  a corporation, not-for-protit, incorporated 

pursuanl to thelaws oftheStateofFlortdaand desi~natedbytheFloridaPublie ServieeCommission 

(FPSC) as [he administrator of the telecommunications relay service and specialized 

telzcommunicatioiis equipment distnbution program i n  Flonda. Chapter 427, Flonda Statutes, the 

Telecommunications Access System Act (TASA), charges the FPSC with the duty among other 

thinss to ” .” a statewide access system and to 

dcsignaw an administrator and select a procider ofthe relay service ( 5 s  427.704(1) (2) and (3)) 

Pursuant to 1111s charze, LheFPSC dssiynated FTRI to be the administrator TheFPSC also contracts 

wtli rl rcllry pro\idci-. cu ixn t ly  Sprinr. to provide relay s e n ~ c e s  

eslablish, implement. promote and oversee 

Tlic d b i i c  and respoiisibiliiies orthe Adniiiiistmtor l ire described in $ 42- 705, F S .4ino11? 

tkr ltstcd dutics. FTRI i s  responsil,lc to 

[aJtiminister advertisins and outreach services as rsquired by the 
Con~niission. ellher directlyor through contract w i t h  llilrd parties, or 
a cnini i in l r t ic in rhcreof $ 127 705 ( I ) (b)  



Consistent with this charge, FTRI has conducted advertising and outreach efforts for both the 

equipment distribution and relay services 

During thc first fe\4 years of TASA, although FTRI conducted outreach for the specialized 

leleconiinunicatioiis equipment distnhution system and relay the emphasis of the outreach efforts 

hy FTRI 14 as on the equipmenl program because the first TRS provider, MCI, was required by their 

conlract to outreach for relay Over a penod of time, representatives of organizations serving the 

deaf and hard of heanny community beyan Lo express their concern that there was a need for 

iiicreascd TRS-specific outreacli FTRI and the FPSC also recognized a need and as a result, in 

2000. FTRI initiated an aggressive outreach program focused on the TRS with the objective being 

to increase consumer awareness of the relay service and broaden the base ofthose using the services 

Shortly after the campaign was begun, the use of 71 1 to access TRS was required and the outreach 

prosram was modified to include consumer information about 71 I .  The campaign was designed to 

bc implciiiented over a three (3) year period with a sustamment program after the start-up penod 

I he canipaign utili/cd printed materials, prcsentalioiis and other media products broadcast 

throughout thc state Additionally, efforts were dlrected at both businesses and individuals with 

programs tailored for each Copies of the k i t  and samples of the  brochures and medla presentations 

dmeloped and tised by FTRI accompany these comments for review by the Commission 

.~ 

In oi-der to assess the effectiveness of the Florida outreach efforts, three (3) separate surveys 

conducted by a professional organi7~tion The results reflect increases in consumer awareness 

of anous programs ni1h s isn i t ica i i t  iiicirases in some arcas. For example, the final survey revealed 

t h e ~ c  \<as a 10nfh increase i n  the o ~ e r a l l  number oC people who have heard of 71 1 but more 

signiilcml is the ?l'% increase oftliose o\'er 55 who have heard o f 7 1  1 .  There was a 574 increase 

2 



of those who have heard of the relay service and the increases were across all subgroups of those 

polled 885’0 of the rcspondcnts felt the TRS program is a good idea. 

While the results TebeaI that there are still segments of consumers who are not familiar with 

the rchy sen-icc, the increases in the responses reflect that outreach efforts do make a difference in 

consumer a\vareness and do serve a valuable purpose and for that reason, FTRI would offer the 

followins specific comments \vith respect to the KPRM in support of outreach efforts 

Scoue o f  Dublic awareness (‘1 129) Based on the Flonda survey results, the public generally 

i i  not as alvare of TRS as desired but the survey also supports a conclusion that outreachprogams 

do miprovz awareness ofTRS Although FTRI has no data to reflect how often hang-ups occur but 

throtish meetings with user groups and individual consumers, this does appear to be happening, 

especially with calls to businesses Some businesses arc unfamiliar with relay calls and according 

to users, thc method by which relay calls are announced to the recipient may add to the confusion. 

FTRI is t r l i n s  to rcduce this situation through a business partner program to recruit businesses to 

bciomc relay friendly When a busiiicss s i y s  up as a partner, FTRI provides the business with a kit 

that COTII~IIIS printed and vidco materials Lhat can be used to educate employees on the relay service 

To date ober 1,300 businesses reprcsenting over 248,000 employees have received the training 

material 

While the business partner p r o r a m  shouldhelp reduce the problem with business hang Ups, 

to he sffective. the relay provider should also provide information and training to their employees 

and ust‘rs Clany hans-ups occur bccause the business heheves the call is a marketing call and the 

initial c‘ont:ict ‘1 i th  die relay IproL iier coniiiiunlcarions zssistililt (“CA”) or operator provides the 

t b i i ~ l d ~ i o i ~  lor Ihe ca l l  Time spent  educating relay employees on the problem withhang-ups should 

s 1 ~ 1  I ticail Il:,, reduce this piobleni. 



=kinds of' additional outreach requirements should be required of TRS providers: what 

tcpesofmaterials are mosterfective. and shouldthemandatoryreauirementsheexpanded? (7 130) 

FTRl has experienced s~icccss k i t h  its outreach programs and current plans are to continue 

with thesc elTofhrts Florida has found media and face-to-face presentations to he the most effective 

In lac1 responses lo thc professional survey conducted for FTRI identifiedTV placements a n d d m c t  

mai l  IO bc the best "ay to inform consiimers of the program. In earlier, less scientific polls, with 

respect to the equipment distribution proqam, consumers identified ads and local exchange 

companies as the way they learned ofthe program. In its role as administrator, FTRI has found that 

Ihc most effecti\,e prograni iises combinations of personal, pnnted, and broadcast contacts as well 

as local community based organizations. Relay providers and carriers are cntical to outreach efforts 

as wcII and without ;my doubt, providers should offer- requlre- training for their employees as well 

as providc informalion to consiimers Employees of TRS providers have direct contact with 

consumers or  relay senices and directly affect the consumer's relay experience FTRI would 

cndorse and eiicouragc training of'l'RS provider employees, but leave to the individual states how 

that requireinen1 is implemented 

Who should reimburse TRS providers Tor additional outreach reauirements? (17 13 1 and 

133) 

Florltla funds the relay service through a surchar_ge on local telecommunications company 

subscribers collected by local conipanies (ILEC dnd CLEC) and remitted lo FTRI and the outreach 

progrmi d m i n l s t e r d  by FTRI is funtied with this surcharze The relay prolider in Florida I S  

seli.ciiJ b j  the I'PSC and conIrac[-. wi lh  tlir FPSC io pro\..de the scxvice and IS reimbursed for [he 

scrviczs I! pro\ i d e  from this surcharse To the extent the FPSC requlres the provider to add or 

t.\p:rntl oulrexll efforts, other than  iiiteiiial training, an) rcmbursement should be an issiie between 

A 
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thc FPSC and the provider. To  the extent that theFCC imposes additional requirements on providers 

thcn the FCC should provide compensation for complyngwith these requirements. FTRIdoes a g e e  

that m y  camel or provider seeking any type of reimbursement for providing relay service should be 

required to provide some outreach 

How should a coordinated outreach canmaim be funded? (7 133) 

FTRIneither supports nor opposes a coordinated campaign at this time, but ifone is required 

then funds should be provided for any such effon. In the case ofFTRI, i t  is neither a carner nor a 

provider, h u t  docs have the responsibility under Florida law to conduct outreach and should be 

c l i g h l e  Tor fundins if a coordinated effort is required 

Conclusion 

Basedon the Florida survey results, FTRlbelieves that outreach efforts do make adifference 

in consumer awareness of relay services. To be successful, outreach should encompass a vanety of 

mcdia but should also involbe community groups and organizations The relay providers are also 

an important clcment ofsuccessful outreach andshould be involvednot only wlth consumcronented 

outreach but internal training and outreach as well Providers should be  expected to conduct 

o u w a c h  but the specific types and scope should be dependent upon the requirements of the state 

Should the FCC impose outreach requirements on providers or carners there should be a 

corresponding payment mechanism other than requinng states to pay for the additional activities. 

Respectfully submitted, 

Jainrs I: Forstall 
Exec ti ti L e Director 
Florida Telecommunications Relay, [nc. 
1821) E Park Abcnue 
Tallah,issee. FL 31-301 
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